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TBL shines at GARTMORE INVESTMENTS

The TBL Consultant, did an excellent job in establishing the requirements of a Measurement
programme in Gartmore. This was achieved by holding a series of workshops using the Goal /
Question / Metric (GQM) technique. Viewpoints from the various parts of the I.T. organisation, i.e.
Development, Support and Operations, enabled full buy-in to the initiative and a metrics database
was subsequently designed and built.

In order to achieve visibility in the organisation, the TBL consultant played a key role in establishing
a Metrics Co-ordination Group (MCG) and produced the initial newsletter to launch the Measurement
Programme.

The TBL consultant is obviously one of the leading practitioners in Software Metrics and the quality
and timeliness of his deliverables reflected this. I received excellent feedback from all levels of
the organisation and would commend TBL's services to other clients.

Paul Hookham
Head of Development

Gartmore Investment Managers
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TBL worked for Janssen Pharmaceutica, Belgium (a division of Johnson & Johnson) on various
quality improvement projects.
The quality of their work was excellent. Their attention to detail and business acumen made them
a very good partner for this type of work.
The period of time they worked within the company was approximately nine months and during
this time they communicated with management at all levels of the organisation. Their clarity and
focus on key issues made it easy for company personnel to take their findings and translate them
into projects, some of which are still ongoing and realising expense savings and process
improvements.
I would recommend TBL for this type of work and feel confident their general business knowledge
makes them a suitable partner for many different consulting assignments.

John J. Fox
Vice President Information Management
Johnson & Johnson Pharmaceuticals Group
1999
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Like many Banks in recent years, JP Morgan has seen software quality and productivity as critical
business success factors.
In 1997, JP Morgan was interested in the experiences of Banks in adopting the Software
Engineering Institute (SEI) Capability Maturity Model (CMM) as the model for software quality.
They approached the SEI in Pittsburgh U.S. and the European Software Process Improvement
Foundation (ESPI) in the UK to see if there were any Banks who had CMM implementation
experiences that they were prepared to share.
From this early time, TBL had a close working relationship with the SEI and was a founder member
and equity shareholder in the European Software Process Improvement (ESPI) Foundation.  In
1997, Lloyds Bank plc was the Chair organisation of ESPI and TBL was supporting a major Lloyds
Bank CMM initiative involving their top six software development projects and 350 software
engineers. ESPI hosted a meeting in London to share CMM experiences. This was attended by
JP Morgan, Lloyds Bank and TBL. The meeting was chaired by Chris Larner - Quality Manager
of Lloyds Bank.
As a result of discussions, JP Morgan invited TBL to propose an optimum strategy and ways for
how JP Morgan could achieve their CMM goals.  JP Morgan liked what was proposed. They
declared they had their own CMM approach and asked TBL to provide support.

JP Morgan Projects

1997 STS

A TBL Principal Consultant was appointed in October 1997 to manage the CMM initiative in STS.
This project went on to become the template for all later CMM improvement projects and the
procedures become part of a global procedural standard.

1998 Kapital
Provision of development, project management and co-ordination of the level 2 and 3 CMM
programme.  This initiative was organised as part of the corporate IT Quality group.  The pilot
project was Kapital, part of the Fixed Income Front Office group.  The role included membership
of the corporate SEPG which advises and influences corporate initiatives across JP Morgan.
Building on practical experience of gaining team commitment to change, the focus of the programme
was to build transferable knowledge of local processes in this dynamic environment by documenting
the “As Is” before creating the “To Be” processes.

1999 Concorde

TBL was invited to assess the maturity of the Concorde programme, the largest trans-national
software development group, against CMM levels 2 and 3. Consequently, TBL developed a
phased CMM/SPI approach of Management Foundations followed by Structure Building with
planned management involvement, using internal process champions to ensure continued buy-
in.  This programme of speedy delivery required a team of five TBL people.
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In April1999 the council decided to invite tenders for an intensive IT improvement programme that could
provide the leadership and dynamics to ensure that the in-house staff could cope with the formidable
programme of work before them. It also needed to improve the council’s capability to a level that would
provide a solid foundation for future IT partnership.

An external service provider, TBL, was chosen because it demonstrated value for money and had a proven
track record. It offered a fixed price, fixed deliverables and a fixed timescale solution. TBL provided a small
team of experienced specialists to work closely with the council.

Like other local and central government departments, TBL used the European Foundation for Quality
Management’s Business Excellence Model and best value principles part of the improvement programme.

TBL carried out a four-week ‘scoping’ study. It produced an analysis of the council’s IT function and a
detailed improvement plan and budget. The survey was followed by a performance improvement initiative
that contained 12 closely linked projects: leadership; IT roles and responsibilities; year 2000; helpdesk;
technical infrastructure process definition and implementation management; IT security; training; performance
baselining and measurement; cultural change; customer liaison; and project coordination.

Within six months of the appointment improvements in Information Development Services, which was the
name agreed on by the new management team to reflect a new start, were visible. There were significant
improvements in user perception. The support and leadership of the consultants had provided a vision,
goals, measurable targets and, more importantly, the ability and confidence to ensure these could be
delivered. The programme has been heavily supported by the goodwill of the in-house staff who are
committed to performance management, staff appraisal and training.

The achievement of the Y2K programme was a major boost to staff morale. For the first time they began
to believe in their ability to work together to deliver an excellent service from a centralised base. Within
nine months, service standards had improved to such an extent that the help desk was recording high
performance levels, customer thanks were becoming more prevalent than complaints, and the once dire
remote service provided to members and senior staff was both reliable and appreciated.

The IT improvement initiative has been very successful. Our customers are happier the service is more
reliable, and the IDS team has much more confidence. This has been achieved in less than 12 months.
We can now be much more positive in our expectations for the service and how it can support the council
in realising its longer-term objectives.

Jean Hinks,
Resources Director
Bath & North East Somerset Council
2001
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TBL was chosen to improve the quality of Lloyds TSB I.T. Systems Development Processes of
the key top 6 Software Systems. This represented 80% of the IS Systems Development budget.
 Along the way, an additional goal was to achieve Software Engineering Institute (SEI) Capability
Maturity Model (CMM) Level 2 and to transfer capability and knowledge from TBL Practitioners
to Lloyds TSB personnel.

The Programme
Current IS performance was assessed using the CMM Assessment Model. This involved planning
by a joint team of Business Unit Managers, IS Senior Executives, IS Managers, Programme
Managers and Project Leaders. The gaps between current processes and CMM Level 2 compliant
processes were established. A new set of CMM Level 2 compliant processes were developed
and documented. The deployment of new processes was planned and implemented involving
a joint team of IS managers and IS customers.

The Programme was managed by a Joint Group of senior executives drawn from IS and TBL.
This group reported to the main IS Board of Executives. Each of the 10 closely coupled projects
within the Programme was managed using a red / amber / green reporting system. Progress
reviews were done monthly with the Joint Group of Programme managers against agreed plans.
Any issues arising were actioned and corrected within 30 to 60 days. These issues were signed
off by the joint management group.
Transfer of knowledge and capability were deliverables within the Programme. This was achieved
via training, coaching and a series of workshops on process topics and management topics.
Workshops produced action plans and progress and extent of change was assessed via a series
of workshop clinics.
Change management was an integral part of the Programme. Change leaders ware appointed
and change programmes were agreed. Change leaders were Lloyds TSB people who were
supported by TBL people. Change champions were identified in each business unit and change
plans were agreed at strategic, tactical and operational levels.
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Programme Objectives:
To put in place a methodology for I.T. that combined:

§ Strategic planning
§ Metrics to improve effectiveness
§ Strategic use of quality management.
To develop and implement Total Quality Management (TQM) with the following five elements:
§ Management commitment
§ Management of change
§ Human resources:  empowering people
§ Business and automation processes
§ Measurement and control
The Programme:

The Systems Services Unit employed approximately 500 people. It comprised the Software Enhancements
and Trouble Shooting Group (SETS), the New Systems Development Group and the Computer Operations
Group. The relationships between the Software Enhancements and Trouble Shooting Group (SETS),
comprising 130 people, and its internal and external customers was reviewed and analysed. This was
done using a joint team of external customers (Business Units), internal customers (New Systems
Development Group and the Computer Operations Group).

A joint Systems Services Unit and Business Unit team was established to analyse the processes documented
as part of this exercise and also review the interfaces between the Systems Services Unit and its Customers.
A number of areas for change were identified and agreed. New service performance targets were set and
agreed between the Groups. These were implemented using Service Level Agreements. As a result of this
exercise, the IS/IT strategy was reviewed and revised. New IS/IT strategy deployment options were agreed
and implemented.

All service delivery processes were reviewed, documented and analysed. A number of significant
improvements in service delivery performance were negotiated and agreed. This involved union negotiations.
New service delivery processes were implemented over a period of 6 months and service delivery
performance was monitored as part of a new culture of Service Level Agreements (SLAs). Service
performance improved significantly and service delivery costs were reduced.

The complete Systems Development lifecycle for system changes and enhancements was reviewed and
the processes within it were documented and reviewed. Some systems fixes, changes and enhancement
processes were re-engineered as a result. The result of this exercise was a dramatic improvement in
quality of systems changes and enhancements in terms of reduced numbers of defects found at each
stage of the Systems Development lifecycle. Times to deliver systems fixes, changes and enhancements
were cut and systems development costs and system testing costs were reduced.

Continuous changes in Dutch Social Security laws caused a review of the relationship between software
systems that supported key business processes. This led to changes in some critical systems interfaces
and the integration of a number of existing systems, involving software processes and business processes.

The Quality Improvement Programme was managed by a joint group of senior executives drawn from the
System Enhancements and Trouble Shooting Group, Systems Development Group, Computer Operations
Group and the Business Units. This Joint Group reported to the main Board of Managers. There were 12
projects within the Quality Improvement Programme. Each project, and the whole Programme, was managed
using a red / amber / green reporting system. Progress reviews, against agreed plans, were done monthly
with the Joint Group representatives. Any issues arising were actioned and corrected. These Issues were
signed off by the Joint Group Representatives.

Transfer of knowledge and capability were deliverables from the QIP project. This was achieved via training,
coaching and a series of workshops on cultural topics, people communications, leadership, and project
management topics. Workshops produced action plans and progress and extent of change was assessed
via a series of workshop clinics.

Change management was an integral part of the QIP project. Change leaders ware appointed and change
programmes were agreed. Change leaders were Dutch DSS people who were supported by TBL people.
Change champions were identified in each Customer unit and change plans were agreed at strategic,
tactical and operational levels.


